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28 MARGO OLOMAN

The Chair welcomed Margo Oloman, who has been appointed as the third tenant representative on this Area Board, to her first meeting, which she was attending as an observer.

29 BESLAN SIEGE

The Area Board stood for a minute’s silence as a mark of respect for those killed during the recent Beslan hostage siege in Russia.

30 MINUTES

The minutes of the last meeting of the West and Central Area Board held on 5 August 2004 were approved as a correct record and signed by the Chair.

31 MATTERS ARISING

· The Council’s Cabinet will be considering the appointment of a replacement for Maureen Clelland, who had resigned as Council representative on this Area Board, at its meeting on 7 September 2004.

· The submission of a report on disabled access to housing offices would be revisited at a future meeting of the Area Board.  There was currently an audit being undertaken of all the Council’s buildings, including those managed by the company.  

· The Area Board requested timescales on security and environmental schemes it has approved and that it visits some schemes when they are completed.  A progress report is likely to be submitted at the next meeting.

Clarification would be sought on whether expenditure for schemes has to be committed but that schemes do not have to be completed before the end of March 2005.

32 COMPLAINTS AND COMPLIMENTS – FIRST QUARTERLY REPORT 2004-05

Details were submitted of the number of complaints and compliments received during the first quarter of 2004 / 05 and an analysis of the complaints made and areas of service development and improvement which have been identified.

Since its introduction, the complaints and compliments policy has been promoted to tenants in a number of ways including the production of a guide to the policy, promoting the policy on the website and via a full-page advert in the July 2004 edition of the company newsletter. 

The procedure has three steps:
· Step 1 problem solving - sorting it out quickly

· Step 2 investigation - recording the complaint and responding within 20 working days

· Step 3 review – carried out by the Chief Executive to look again at the complaint and respond within 20 working days.

Computerised recording of step 2 complaints was introduced on 1 April 2004.  The operation of this will be reviewed in October 2004 and provides an opportunity for a number of improvements both in terms of recording and reporting to be considered as part of the review.

A telephone survey of customers who have registered a complaint during the first quarter was carried out in August 2004 to establish satisfaction levels with the service standards provided by employees during the investigation of their complaint.  The results of the survey are currently being analysed.

The complaints and compliments policy will be subject to a review by 31 January 2006.

During the period 1 April to 30 June 2004 the company received 148 complaints of which 74 relate to this Area Board. An analysis of these reveals the following: -
· Seven of the complaints were resolved at step 1.

· 67 complaints were registered as step 2 complaints.  53 of these were investigated and responded to within the first quarter.  Three complaints were closed as they were incorrectly recorded as step 2 complaints.  The remaining 11 complaints were in the process of being investigated at the end of the first quarter.

· Three step 3 Chief Executive reviews were requested in the period covering the following areas:

· Rechargeable repairs – complaint about the charge levied and delays in receiving information

· Identification of dampness and repairs appointments

· A third quest for a review was closed as the tenant failed to respond to attempts to contact.

· Of the 53 step 2 complaints that were completed, 40 were responded to within the target timescale of 20 working days.  26 of the complaints were found to be justified.

Of the 53 step 2 complaints completed, 52 were about the quality of service.  A detailed analysis of the reasons for complaint were submitted.

Following the introduction of the new computerised reporting system, detailed information can be provided about the areas of service that the complaints are received for.

· The main area of complaint (25) was with the repairs service, with work not being completed within the timescale accounting for 15 complaints.

· There were 19 complaints about the housing management service.

During the quarter, 17 compliments were recorded, of which eight were recorded for the Central, West and Inner West neighbourhoods. An analysis of these was submitted.

An element of the company service plan is to identify with customers areas of service improvement. The complaints system will assist in informing a shortlist of areas for improvement, which will then be discussed and prioritised for implementation with tenants. Areas identified for service improvement include:

· Improve arrangements if appointments for repairs will be missed, giving an alternative appointment and a reason for cancellation.
· Publish timescales for tenants (and former tenants) to be charged for rechargeable repairs.

The results of the first quarter’s complaints and compliments have been published on the company website and a copy of the poster that was displayed in local housing offices before the end of August 2004 was submitted.

RESOLVED –
(i)
That the information provided within the report be noted.

(ii) That the following request be covered in the review of computerised complaints recording in October 2004: -

· Future reports identify how the complaint has been received.

(iii) That quarterly reports on complaints and compliments be submitted.

33 SECURITY AND ENVIRONMENTAL SCHEMES

The budget for security and environmental schemes for this Area Board is £295,000.  To date, schemes at a total cost of £20,011 have been approved, leaving £274,989 for further schemes.

The Area Board has considered the following schemes: -

	
	Location
	Proposal
	Cost

	1
	Marian Court
	Remove grassed mound to improve sight lines and 

road safety
	£3,000

	2
	Marian Court
	Improve lighting to 27 alleyways to increase residents’ sense of security.  Funding is also being sought from HMR 

Pathfinder for this scheme.
	£8,500

	3
	Emmaville, Crawcrook

Greenfields, Ryton
	Provide intercom access/door entry system

to 10 blocks of flats
	£10,000

	4
	1-28 Greenfields
	Flagged footpath to provide link to main road and Greenfields
	£3,000

	5
	146-156 Denton View, Blaydon
	Replace existing rear boundary fencing with two metre high military pal fencing
	£4,115

	6
	2 Tynebank and 36 Jobling Avenue
	Remove a planter outside properties and block pave 

the area
	£2,250

	7
	Armstrong Street Bungalows (Nos 59-69 and 83-93)
	Erect fencing and fit gates.  Funding is also being sought from HMR 

Pathfinder for this scheme.
	£39,055


Budgetary provision for these works exists within the security and environmental budget.

Proposed schemes are in the process of being prioritised and costed and will be presented to the Area Board when consultations have been completed.

RESOLVED –
(i)
That scheme 1 be approved in principle, subject to the land being housing land.

(ii) That schemes 2 and 7 be approved, subject to funding not being available from HMR Pathfinder.

(iii) That scheme 3 be approved but that an alternative price for an enhanced door entry system, including ongoing maintenance costs, also be investigated.

(iv) That scheme 4 be deferred in order to clarify that the land has been adopted by the Council and the type of surface proposed.

(v) That schemes 5 and 6 be approved.

(vi) That a progress report be submitted at the next meeting on the current position of pending schemes.

(vii) That the Board be recommended to give the Principal Housing Services Manager delegated power to approve, following consultation with the Chair of the Area Board, schemes up to £1,000 in value but not more than 20 schemes per year.

34 SHELTERED ACCOMMODATION COMPACT FOR TENANTS

The Area Board commented at its meeting on 1 July 2004 on a draft between the company and the Council, which was being developed in order to give clarity to the roles and responsibilities off the company and the Council in the provision of housing management and warden services to the residents of the Council’s sheltered accommodation properties (Minute 15).

The sheltered accommodation compact and service agreement, which were approved by the Board on 19 August 2004, were submitted.  The document covers the company’s approach to providing information and communication to current and future residents of sheltered accommodation and outlines the service standards the company aim to achieve for all tenants living in sheltered accommodation and bungalow schemes.

Care has been taken to ensure the documents are easy to read and free from jargon, long or technical words.  This is reflected in consultation that was undertaken with all tenants in sheltered accommodation schemes and five bungalow schemes showing that most tenants are happy with the documents and 89% feeling that it covered their main concerns.

92.5% of tenants consulted said that the documents showed clear standards that they could expect.  82.5% of tenants said they were happy with these standards and 84% said they believed the document and standards outlined would help improve the service.
It has been agreed with tenants that the compact and service agreement will be reviewed in April 2005.  

RESOLVED –
That the sheltered accommodation compact and service agreement be noted.

35 EAST AND SOUTH AREA BOARD

The minutes of the East and South Area Board held on 10 August 2004 were submitted.

RESOLVED –
That the minutes be noted.

36 BOARD MEETING

The minutes of the Board Meeting held on 8 July 2004 were submitted.

RESOLVED –
That the minutes be noted.

37 MANAGEMENT OF PERFORMANCE AND RESOURCES COMMITTEE

The minutes of the Management of Performance and Resources Committee held on 3 August 2004 were submitted.

RESOLVED –
That the minutes be noted.

38 COMMUNICATIONS AND TENANT INVOLVEMENT COMMITTEE

The minutes of the Communications and Tenant Involvement Committee held on 3 August 2004 were submitted.

RESOLVED –
That the minutes be noted.

39 STANDARDS COMMITTEE

The minutes of the Standards Committee held on 13 August 2004 were submitted.

RESOLVED –
That the minutes be noted.

40 DATE AND TIME OF NEXT MEETING

RESOLVED –
(i)
That the next meeting be held on Thursday 7 October 2004 at 2.00pm (venue to confirmed).

(ii) That a report be submitted at the next meeting of the Area Board on dates for future meetings and likely workloads.
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